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Citizen Engagement Metrics

� How are we engaging with citizens?

– Websites

– Blogs

– Content distribution/sharing

– External social networks

– Branded social networks

– Wikis

– Forums
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Citizen Engagement Metrics

� Do the engagements align with your business goals?

� Do you have performance measures in place?

� Have you developed standardized measures?

� Have you aligned standardized measurement framework 

with your organization?

– Internal Roles

– Processes

– Policies

– Stakeholder
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Citizen Engagement Metrics

� Experience: Revisit traditional measurements for Public 
Relations/Customer Relations

� Learning: Research social media measurement tools and 
vendors

� Requirements: Define requirements for your 
measurement tools and then select products

� Commitment: Develop your measurement program to 
meet your program goals

� Action: Put your measurement program in action and 
measure your efforts
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America.gov

� America.gov’s measurement framework is based on three 

key objectives:

– Reach

– Engagement

– Credibility
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Reach
� Newsletter

� Features

� Video

� Podcasts

� Photo Gallery

� Mobile

� Email Updates

� RSS Feeds

� Widgets

� Social Bookmarking

Tools

� Page tools
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Reach: Social Networks
� Facebook

� Twitter

� YouTube

� Flickr



Engagement:
� Website

� Blogs

� Commenting

� Contests

� Social Networks
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Credibility:
� Dialogue

� Promote Advocacy

� Community

� Partners
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America.gov Channel Report

� eJournal USA Facebook: 114,891 fans 

� Democracy Video Challenge Facebook: 35,325 fans

� Global Conversations: Climate Facebook: 24,876 fans

� America.gov Twitter: 5,102 followers 

� America.gov Flickr: 197,264 total photo views

� America.gov YouTube: 307,703 total video views
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America.gov Channel Report
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Next Steps

� Develop a measurement framework

� Be pragmatic in your approach to develop metrics 

program – must be tied to goals

� Current social media measures and metrics fail to deliver 

actionable insights

� Technologies exist for data collections, but there is no 

single tool to adequately measure and provide insight to 

citizen engagement
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